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Executive Summary
Founded in 1997, American Marketing & Publishing (AMP) was originally  
a small phone directory for rural communities outside of Chicago. But  
it quickly became one of the largest publishers of business directories  
in the Midwest. 

As AMP moved into digital publishing, they found that their older, print-
focused CRM simply wasn’t up to the task. In 2018, AMP began working 
with FayeBSG to create a fully customized SugarCRM solution. 

The results were impressive:
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Challenges
When AMP started publishing business directories, print was still king.  
The internet was a new concept for most people, and the earliest versions 
of today’s smartphones were still a decade away. If you wanted to win 
customers, you needed to be listed in a business directory. And if you lived  
in the Midwest, you undoubtedly needed to be listed in one of AMP’s 

But times change. As print directories became less and less able to compete 
with their internet rivals, AMP decided it was time to start developing new 
products for the online age. But as they started developing their digital 
offerings, AMP realized their older, print-focused CRM system simply  
wasn’t capable of meeting their needs for the future.
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“We were trying to back-engineer our old system for new digital 
products,” says Joline Staeheli, AMP’s cofounder. “We spent a lot
of money trying to update it, but that system was designed for
the deadlines of the print industry. That’s not the way the digital
world works at all. We had all these new products, and that
meant that we had to change the engine that drives the business.”

Pre CRM Inside sales Monthly Revenue
AMP’s inside sales team posted a dramatic sales increase 
during the latter half of 2018. After the CRM implementation, 
the company saw its average monthly sales increase by 79%. 
The streamlined training process and immediate availability  
of account information possible within SugarCRM contributed 
to AMP’s ability to add new hires who generated sales 
much faster than previously possible.

“We spent a lot of money trying to update it, but that system 
was designed for the deadlines of the print industry. That’s not
the way the digital world works at all. We had all these new
products, and that meant that we had to change the engine
that drives the business.”

 

 

After considering a variety of options, including Salesforce and Microsoft 

open-source platform. While researching, Staeheli learned about FayeBSG,  

challenges and use cases. 

Given that AMP was on the verge of completely changing the focus  

could really partner with FayeBSG to build a system that was going to work 
for our changing business.”
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Solutions
Although AMP has more than 50,000 customers across a 12-state area,  
they are still a relatively small operation. The company has around 

 

customer relationships.

“Our old CRM was like a black box,” Staeheli recalls. “You couldn’t 
get anything out of it. We had to build an extraction program just
to get our own data out of it. We also had a limited number
of licenses for it—meaning that we had to push data out into
different portals, just to give people access to their own reports.
Our sales reports were sometimes 24 hours old by the time
we got them back. It was really problematic.”

 

 

After adopting SugarCRM, the ongoing problems that had plagued AMP for 

of hours. This improvement made life much easier for the sales support  

and instant access to their data.

But the biggest impact was on their sales teams.

“We have a really intense sales culture,” Staeheli says. 
“Our salespeople are constantly making calls—about
40 sales calls a day—and that’s a totally different
approach to how a lot of other companies handle sales.
We also don’t do a huge amount of planning, and we
don’t spend a lot of time on things like setting
appointments. Our teams are out there pounding the
pavement.”

of their salespeople were less than thrilled about learning an entirely new 
system. The staff understood the old paper-and-spreadsheet-based system 
they’d been using for years. So the company initially struggled with getting 
these employees to fully adopt the new CRM.
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“At a certain point, we decided to start talking with 
them about why they didn’t like using the CRM,” Staeheli
explains. “We listened to what they had to say. Then
we decided to ask them about what problems they would like the
CRM to solve.”

 

As it turns out, the sales teams had a pretty big headache. They hated writing 
and rewriting contracts. Most of AMP’s customers order multiple products 

information over and over on paper contracts was a real chore,  
so the sales teams were desperate for a better option.

“Obviously, our salespeople hated all that paperwork,” Staeheli 
states. “Our big hook was that if they did everything from inside
the CRM, those digital contracts would automatically fill in all of
the account details for them. It took all of that writing out of their
work. Instead of taking 15 minutes to fill out a contract, it took
about 30 seconds.”

By pairing their CRM with mobile devices, the sales staff could also take  
 

to process a customer payment, but the new CRM handled it instantly. 

So instead of dragging their feet to adopt the new CRM, the sales staff soon 

wins for the CRM.”

Lasting Results

“The great thing about working with FayeBSG is that we don’t 
have to reeducate them about our system every time we need
something fixed or added to the CRM,” Staeheli explains. “They
understand our business, and they can get to the heart of what
we’re really asking for. That’s been really, really valuable to us.”

One of the primary goals AMP had for their new CRM was the ability  
to centralize their data, which allowed it to be easily accessed by anyone  



FayeBSG is a global technology company that helps companies grow by successfully creating, 
customizing, implementing, and managing industry leading customer experience, CRM, and ERP software 
platforms to meet ever evolving business needs.

As a SugarCRM Elite partner and awarded the 2020 SugarCRM Global Reseller of the Year, FayeBSG is 
also a leading partner with Sage, Zendesk, Ytel, Hubspot and a variety of custom software solutions.

FayeBSG is known for their SugarCRM integrations with Sage 100, Quickbooks, NetSuite, Acumatica, 
Intacct, Constant Contact, Authorize.Net, Hubspot, Ring Central, Box, Jira, Ytel, and more. Services include 
project management, software implementations, consulting, training, custom development, and support.

Specializing in software implementations for a variety of industries, FayeBSG has customized successful 
CRM, ERP and Marketing Automation platforms for a variety of mid-market and enterprise businesses. 

For more information, please visit www.fayebsg.com.

About FayeBSG
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“SugarCRM turned out to be great for our reps,” Staeheli states. 
“They used to have all kinds of problems with their contracts—
like missing image files for directories, or details going into the
wrong places. Now they just push a button on their SugarCRM
dashboards, and they can immediately see if there are any
problems. It used to take a ton of phone calls to resolve that stuff,
but now they can do it on their own.”

In fact, the CRM has changed things for the better across the entire company. 
For example, the sales support staff now spends far less of their time  
on simple yet time-consuming tasks, such as looking up account balances  
for the sales team. The CRM has also been fully integrated with AMP’s ERP 
system, which makes their accounting and administrative work much faster, 

“One of the things you hear about CRM users is that they don’t 
know what they want,” Staeheli says. “They think they know
what they want, but they’re not particularly good at describing it.
FayeBSG has been really good at translating what we say we
want into a CRM that works the way we need it to.”

https://www.authorize.net/
https://fayebsg.com/
https://fayebsg.com/

